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Abstract 
Quality improvement in public service has become a major concern in government institutions as an effort to provide the optimum public 
service, include for government hospitals in Bengkulu Province. The objective of this study is analyzing the quality level of the service 
provided by three government hospitals namely RSUD M Yunus, RS Jitra, and RS. DKT (Dinas Kesehatan Tentara). The study uses 
quantitative-positivistic approach with sampling techniques performed by non probability sample through accidental sampling. This study 
uses analysis of the Service Quality (SerQual) and the Importance-Performance Analysis (IPA). Results showed the dimension of the highest 
service priority level based on the ratings given by respondents is the assurance. While at the lowest priority of service quality is different, 
there are differences in all three hospitals. The result shows that health service delivery in Bengkulu involves three stakeholders, which is 
manifest from triple helix collaboration in providing health service delivery. The stakeholders are academician from Universitas Indonesia 
who conducts the research; PT Askes (Persero) as Public enterprise who deliver profit oriented body by delivering health insurance, and 
government by government hospital (RSUD M Yunus, RS Jitra, and RS DKT). Continued research in this area is needed to determine 
the readiness of Indonesia in implementing the national social security system in health to be held in January 2014. 
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1. Main text  
x Introduction 
Public services have grown since then. The development paradigm of public services has prompted the 
creation of an optimal public service to the community. Bureaucratic rigidity of the old paradigm of public 
management began to decline with the advent of the concept of reinventing government as a new style of the new 
paradigm of public management (Osborne & Gaebler, 1992). Reform of public services is considered as an entry 
point and the prime mover in an attempt to embody the values that had characterized the practice of good 
governance in the service. After several development of public service paradigm, the latest paradigm then came 
the concept of new public service as a form of response to new public management. The paradigm of service is 
understood by this concept is not based on service to customers, but also to the citizens as the state's obligation 
(Denhardt & Denhardt, 2004). 
In relation to the quality of service, a number of experts explain this concept with the understanding that 
reinforces each other in accordance with the perspective that is used to determine the characteristics of a specific 
service (Denhardt & Denhardt, 2004; Fiegenbaum & Thomas, 1986; Lovelock, 1994; Goetsh & Davis, 1994; 
Crosby, 1995). Service quality is a comparison between the realities of the service received with expectations for 
the service to be received (Groonross, 1990; Brady & J Joseph, 2001). Now, the concept of service quality to 
measure their success not only in business organizations but also on the organization or a government institution 
as an institution of public service providers. State and system of government become the foundation of citizen 
service in obtaining coverage for their rights; thereby improving the quality of service will be important (Prasojo, 
Prime & Hiqmah, 2006). 
In the context of Indonesia, the quality of hospital services is also a priority community. Results of 
research conducted by the Research and Development Sumatra conclude that there are some major factors 
causing people tend to seek treatment abroad. Internal factors for the low confidence in the ability of physicians 
to address the local hospital by a patient's illness. While external factors, namely technological facilities and 
hospitals or health services more sophisticated and modern, the ability to provide better services by hospitals / 
services to patients, the presence of services in one package so it is more practical, method and system for 
handling of the patients were assessed more quickly , with the package system then the cost will be cheaper, 
hospitality or medical personnel skills better, and the last is a recommendation or advice of a doctor in the 
country for medical treatment abroad. 
This condition indicates that the quality of hospital services in Indonesia has not foster public 
confidence. Yet, in facing the implementation of the National Social Security System (Social Security System) 
based on the mandate of Law No. 24 Year 2011 concerning State Health Insurance Provider, then the role of 
government hospitals is very important. Moreover the government hospital which became a milestone 
achievement of the leading Health Insurance program (Jamkesmas) and Labour Guarantee (Jampersal) with 
increased hospital facilities and infrastructure as well as quality of service, particularly in patients from poor 
families. System of health insurance benefits package that will be provided through the Health BPJS put the 
responsibility for health care centers including hospitals to be a place of reference for people who want 
treatment. With the implementation of health coverage through the health BPJS, university estimates that the 
projected surge in hospital patients will therefore increasing the quality of hospital services to determine the 
implementation of health insurance by BPJS Health. Including the province of Bengkulu Province, which ranks 
9th in the list of provinces under the poverty line and has a prevalence rate of malaria on the national average of 
5.7% from 2.89%. In Bengkulu province, there are three government-owned hospitals. Dr. M Yunus District 
Hospital as the first referral hospitals administered by the province of Bengkulu, Police Hospital namely RS 
Bhayangkara Jitra, and RS DKT as a military hospital. But unfortunately, there are still many people who 
actually seek treatment out of Bengkulu area, such as Palembang and Jakarta (Netty, 2000; Pranigrum, 
2002). Whereas the presence of a referral hospital Bengkulu Province is expected to become the frontline in 
providing health care facilities in the community Bengkulu. 
Experience in several countries show that health care through triple helix collaboration becomes 
crucial. In general, the development model of the triple helix in Hungary shows that the country's regional 
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innovation system has replaced the centralized national system through the transition since the early 1990s 
(Lengyel & Leydesdorff,). Meanwhile in Japan, collaboration between academia, business, and government 
partially decreased over the past two decades despite explicit policy to stimulate relations between them have 
been legitimized (Leydesdorff & Sun, 2009). Particularly in health policy, the United States is a country that 
organizes health insurance through social security; current experience suggests that in practice it takes not only 
coordination but also the optimal role among stakeholders. The signing of the memorandum of the health 
insurance budget in the United States recorded involve and invite the pros and cons of both the executive and 
legislative branches of government, business, and academia (Leonhardt, 2010). It is the general policy level, 
however, the actual provision of health services policy also requires the role of triple helix. 
Role of triple helix is starting to be important after it was revealed that each stakeholder has a role to support each 
other. Etzkowitz & Leydesdorff (1995 and 2000) propose a model triple helix of university, industry and 
government to explain the structural developments in the knowledge-based economy (Leydesdorff,). With the 
triple helix model, the analysis can be more specific than the general claim of the transition mode 1 to mode 2 in 
the new production of knowledge (Gibbons et al., 1994). Thus, the triple helix model analysis becomes 
increasingly important to be studied in the provision of quality services increasingly demanded. 
Based on the above considerations, this study aims to determine the priority of quality health services are 
needed most patients in government hospitals province of Bengkulu, because the quality of health care in 
hospitals is expected to improve public health in the province of Bengkulu. Improved quality of health care is 
necessary in order to prepare health facilities to provide comprehensive health care (universal coverage). Based 
on consideration of the urgency of the role of triple helix in the provision of quality health care, this study 
attempted to determine the triple helix collaboration in the provision of quality services of government hospitals 
in the province of Bengkulu. 
xMethod 
This study is subsequent studies from previous study about public service delivery in government hospital 
in Bengkulu province. The latest study, the population was all patients at the Government Hospital of Bengkulu 
province that became the main reference. Sampling technique with a non probability sample through accidental 
sampling (have now & Bougie, 2010). Samples taken from patients who were treated at the hospital from the 
time of the survey (August 2011) up to a maximum of one week after receiving treatment services from the time 
of the survey.  
Subsequent research in the Government Hospital of Bengkulu in order to complete a more in-depth 
analysis of quantitative-positivist research, by exploring the qualitative aspects of the reality of the quality of 
public services of government hospitals in the province of Bengkulu, through a qualitative approach -systems 
thinking, such as soft systems methodology. It can give a deeper understanding of human activity in public 
service delivery system is more aligned to service users (end users). 
The approach used in this study is a quantitative-positivistic (Creswell, 2010).  This study is a continues 
study from the last study which is used servqual and IPA method. In this study, data secondary from the latest 
study will be considered as experience data. Besides that, this study used qualitative method to collect data. 
Conslucion was an analysis from the study regarding previous study.  
x Result and Discussion 
At first, the instrument for measuring quality of service (service quality) was developed by marketing 
researchers to evaluate the quality of service that can meet customer satisfaction. Montgomery (1985) find that 
"quality is the extent to the which products meet the requirements of WHO people use them". So a quality 
product if the product is said to be able to meet customer needs. 
In relation to the quality of public services provided by the bureaucracy, Lenvine (1990) explained, the 
product of public service in a democratic country must meet at least three indicators, namely responsiveness, 
responsibility, and accountability. While the view of Albrecht (1985) and Zemke, the quality of public services is 
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the result of the interaction of three aspects, namely service system established service provider organization, 
human resources service providers, service strategy, as well as customers or users of the service. These three 
aspects are interrelated and interact with each other and held together by an organizational culture geared to the 
needs of customers. As for Gibson, Donelly Ivancevic and include the dimensions of time. In this case, the 
performance of public service consists of aspects of production, quality, efficiency, flexibility, and satisfaction to 
short-term measure, while competition and development for the medium term; as well as aspects of long-term 
survival.
In addition, measures of quality of service is determined by many factors that are intangible (not real / 
intangible) and has a lot of psychological aspects of the complex to be measured. Ideally, the measurement of 
quality of service performed on the two dimensions are interlinked in the process of assessment of service 
satisfaction on the dimensions of service users / customers (service users) and the assessment on service 
providers (service providers). 
Service quality model known as the service quality gap model of an instrument developed in a multi-
dimensional measurement scale called servqual. In the ten-dimensional development is simplified into five 
dimensions of service quality, namely: Tangible (Real, Tangible), Reliablility (Reliability), Responsiveness 
(Quick response), Assurance (Assurance) and Emphaty (Empathy). Measurement of quality of service performed 
on two interrelated dimensions, namely the assessment of satisfaction on the dimensions of service users / 
customers (service users) and the assessment on service providers (service providers). 
In addition, Martilla and James also introduced the method of Importance Performance Analysis (IPA) to 
measure the relationship between consumer perceptions and priorities for improving the quality of products / 
services as well known as a quadrant analysis. At first, IPA method used for marketing research. However, the 
IPA has been generally accepted and used in various fields of study because of the certainty to apply and display 
the results of the analysis that facilitates the performance of the proposed improvements. IPA has a primary 
function to display information related to service factors which influence consumer satisfaction and loyalty, and 
service factors which consumers need to be increased due to the current conditions are not satisfactory.  
IPA combining interest measurements level factors and the level of satisfaction in two-dimensional graphs 
that facilitate explanation of the data and get a practical proposal. In relation to the quality of public services in 
Indonesia, there are a number of studies on various public sectors that shows the weakness of the quality of 
public services. The same thing happened to public service in the hospital. A number of studies that demonstrate 
the quality of government services and private hospitals in both developed and developing countries into sharp 
focus a number of stakeholders.   
Those two methods were used in accessing public service delivery in government hospital. In line with the 
previous study result and fact, the study found that there is description about stakeholder collaboration is 
appropriate to determine current condition in public service delivery in Indonesia.  The following is the result of 
the review of service quality of government hospitals in the province of Bengkulu by taking a previous study data 
as secondary data to analyze triple helix collaboration between government, business, and academician. Analysis 
of quality of service includes the analysis of triple helix in the provision of health services so that it can be a 
study of learning in welcoming BPJS Health to be implemented in 2014. 
a. Previous Study Analysis (Service Quality in Government Hospital used Servqual and IPA Method) 
The previous study about quality service in government hospital proved that the results of the 
priority level of service dimensions based on ratings provided by respondents indicate that not all of the 
quality of hospital services bad government. Service user gives the highest priority on the assessment of 
certainty (assurance) for the three state hospitals. While the lowest priority on service quality Yunus 
District Hospital is located in the service of empathy (empathy), in contrast to RS and RS Jitra DKT on 
physical appearance (tangible). 
The results of both analyze using overall SERVQUAL and IPA support each other. Based on the 
SERVQUAL method can be seen that M Yunus District Hospital has a level of interest and the highest 
performance on the dimension of assurance. These results are supported by the results of the highest 
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priorities on the attributes of pharmacists providing services completely. This result is supported also by 
the analysis of IPA through the Cartesian diagram shows that the necessary improvement of service 
quality assurance dimension for most of the attributes are located in quadrant 3 and quadrant 2. Then the 
results of the analysis of SERVQUAL in Jitra Hospital showed that the dimensions of reliability. 
Reliability of the nurse to provide a hope for patients. These results supported the results of the analysis 
indicate that the level of importance that the patient requires the services of nurses needed to quickly get 
the highest priority of respondents. IPA analysis results through Cartesian diagram it also provides support 
for the data that there are different attributes with other attributes are quite knowledgeable and skilled 
pharmacists in serving beneficiaries located in quadrant 3. While the results of RS DKT SERVQUAL 
analysis showed that the tangible dimension has a level of interest and the highest performance levels. 
Appearance of doctors and nurses who neatly into one attribute with the highest performance ratings. 
Cartesian diagram analysis results are also consistent appearance attributes of physicians and nurses who 
use a special uniform to be in quadrant 2. 
In line with the latest study, the result show that the quality of government hospital depend on 
quality of human resources and facilities. Regarding with Indonesia Health Security System that will be 
implemented in 2014, the quality of public service delivery in hospital is crucial. This development steer 
every stakeholder to make adjustment to transform their administration or program appropriate with the 
new regulation. This collaboration shows the new perspective about collaboration between government, 
business, and academician. 
b. Triple Helix Collaboration in Health Service Delivery 
Previous study is not only giving the description about service quality but it give new perspective 
about collaboration between government, business, and academician. Health service hospital in Bengkulu 
Province is a manifestation of collaboration between multiple roles. Within the framework of the triple 
helix, the provision of health services involves multiple stakeholders.  
Triple helix is known as collaboration between academician, business, and government. Context of 
the triple helix is also happening in health care provision in hospitals in the province of Bengkulu. Quality 
of health services research hospital in Bengkulu Province, conducted by researchers from the University 
of Indonesia shows the academician role in providing input. The results of quality of service delivered to 
all stakeholders of health care hospital. Thus, the academician serves in building the optimal quality of 
care through research recommendations. 
Meanwhile, the business also has a role in the provision of hospital care. In this case, PT Askes 
(limited company) as a State Owned Enterprise that provides health insurance services has a significant 
role. Patients of the hospital most of the participants of health insurance provided by PT Askes (limited 
company). This condition gives the role of the PT Askes (limited company) as profit-oriented entities that 
provide health insurance services to patients. 
In business sector, Jamsostek (limited company) also a institution that need to be transformed to be 
Health BPJS. There will be program and administration adjustment because health insurance from 
Jamsostek program will be transferred to Health BPJS. So, there are some business sectors that will 
collaborate in order Health BPJS can be implemented in 2014.  
That condition make adjustment is only needed in local level include Bengkulu. Askes (limited 
company) and Jamsostek (limited company) need collaboration and preparation to share their personal 
user profile to keep their service quality delivery optimum although there is transferred health insurance 
provider.   
Then, the government played by the Hospital in the province of Bengkulu. The hospital owner 
which is different from one hospital result different collaboration model. The study find that the 
collaboration between institutions depend on bureaucracy and administration hierarchy in each institution.  
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Hospital services performed by hospitals M Yunus, Jitra RS, and RS DKT are the first referral 
hospitals at the provincial level. Hospital M Yunus Bengkulu is owned by the Provincial Government. RS 
Jitra owned by the police of the Republic of Indonesia and TNI-owned hospitals DKT.  
Furthermore, the law is not stated the differentiation owner or coordinator of hospital. The 
regulation stated that health service quality is a right for every citizen. So the study find that collaboration 
is not only between triple helix institution (government, business, and academician), but also in institution 
itself such as between government institution that provide service delivery in hospital. 
This condition shows that academician, industry, and government interaction are seen as crucial for 
the innovative capacity of a country. Other expert stated that triple helix model neglects other important 
factors, such as the intended user of innovation (Bunders, Broerse, & Zweekhorst, 1999). Collaboration 
between service delivery provider need to be an innovative actor. So that the collaboration have important 
role in improving service delivery. 
2. Conclusion 
The study as a subsequent study from public service delivery in Government Hospital found that in 
delivering public service that collaboration between stakeholders have important role. The review of the concept 
of the triple helix indicates that there is a role performed by the academician, business, and government. 
Researchers from the University of Indonesia who conducted the study to act as the party that provided input to 
health care providers through outcomes research. Meanwhile, PT Askes (limited company) as one of the State 
Owned Enterprise that moves in the field of health insurance into the health insurance provider for the majority 
of hospital patients in the province of Bengkulu. Government party played by the Hospital District Hospital M 
Yunu, Jitra RS, and RS DKT is a referral hospital that is owned by the Government of Bengkulu province, police, 
and soldiers in the province of Bengkulu. 
In addition, it is important also conducted studies of service quality private hospital in Bengkulu province, 
especially in serving patients Jamkesmas, as a comparison of government hospitals. This relates to the enactment 
of BPJS Health will begin January 1, 2014, in which all people have equal rights to obtain health care from any 
hospital, including services in private hospitals.  
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